December 2002

Tracking] Date of Cat. # Nature of Complaint Date of Explanation of Resolution
# Completion | of Gompletian Resolution
WCO was upset that CA did not follow
instructions to enter # in recording and instead | met with CA. CA said she had a
typed entire recording, VOO was difficult to very difficult ime understanding
understand so | repeated to her what she said WCO. She thought WYCO was giving
1éia 3 fo make sure | had all information comect. | &tz number to dial. CA demonsirated
apologized for inconvenience & told VGO | knowledge of procedure of entaring
would meet with CA to discuss call. vCO did infa during recarding
not want a call back.
2280
Caller said this was a conference call and after
the business parl had ended pecple were
having informal conversation that she wanted to
hear, Caller said the agent typed a half page of
‘gibberish’ (suspect garbling) and wanted to CA # does not exist, Unable to follow
know why this happened. Caller requested a up with the agent. Mo further follow
supenisor to ask the agent what happened and up possible. Called customer back
12104102 21 call her to kel her know {(caller said she can hear 12/06/02 and there was no answer. Left the
‘one on ong' but in a group 5-e-tting cannal customer a message to call back and
understand all that is being said. This is why the customer newver called back.
she was on TTY dunng this conference Gall. |
apologized to caller for the problem and let her
know a complaint would be sent to investigate
thie issue. Call back requested from supervisor,
J175H
I was assisting CA on this call, Call
was 17 minutes long alréady and
i I
Customer states agent did not reply when he iﬁ:fg”;“é:‘;: ;r;'r':gr:; ﬂ;’;:g‘ja'zm
12/07/02 17 wished her a Merry Christmas. He asked tofile | 000 |(aer 17 minutes | told CA to send
a compla |nl._ CS took info and wishad customer the alt 2 macro asking for number
a Merry Christmas. Follow up requested. dial. | cansidered this (ki 15 be
resolved at this point. Followed up
with customer and explained policy)
3187H
Followed wp with CA, and CA stated
Customer was upset that CA asked for long that whan she pressed the COC key -
distance provider when it was already in thie alternative billing came up
customer notes. Gustomer told CA to read requesting 2 specific billing options.
12/08/02 3 customer notas. Customer wants CA put on 12M11/02 |This s what CA typed back to the
probation. | apolegized to customear for customer resulting in a chewing up of
inconvenience and said would mest with CA to the CA by the custemer and then
discuss situation. disconnected. CA followed proper
protacal,
2296
The voice persan complained that a TTY user Superviser told the voice person to
12112/02 21 called them and made sexual and obscene 12M2/02 |contact a supervisor if it conbinues to
B2TEX gestures to their young child. happen.
627EX 12112/02 35
saso | 121302 24 |Called relay from work heard tones PBX. 121302 [-XPiRined - does not want gioal




Customer was unhappy because CA typed the
wrong name. Also relay would not repeat name
after OB voice hung up. | thanked the caller for
taking the time to inform us of this matter and

CA said they thought they had typed
the correct name. Coached regarding
asking voice person to spell if

Taltans 6 transferred them to customear Sernvice, 1o voice hee unaure. CA followed procaduns by
their concern par the policy they were not repeating name after voice
complaining of. Mot typing anything after the person had hung up.
persan hangs up.

2304
. . ) Explained global block and all othar
12116402 35 ?:;ﬁ';if“"“e”“ cal through relay and WBS | 101502 [info. She wanted the block calied
Sprint / Doerenda and implemeanted
1831
et with CA whao remembered the
call. Said there was a long list of
Caller said CA "cost me money” and wanted CA instruchions form TTY regarding
fired, Caller did not go into detail of what specific names on answering
specifically happened. | apologized for ; machines. She didn't leave the

Rl 41 inconvenience and offered immediate credit to ol message on the answering mach
rectify the situation. Caller did not say "yes" ar because specific name wasn't
"na”, only "thanks" and hung up mentioned and this was in list of

instructions. CA followed procadure
according to TTY mquest.
2308
CA states that they did ask for Kenny
Cu_slnmal was very angry I}y.the actians of CA. E;Egaigirf:éfg:uéﬂ:ézn
Said CA didn't follow instructions, hung up on .
) relaying. After outbound hung up
me and refused 1o respand to my questions. : .
Going into more detail the customer said they M1 BN Lax) 1oLt ldng Uage
. toward CA, CA asked fer a number to
sl e calandcaler contnues 0 o
12121102 3 calling for Tanya if she is not there just say 12/21/02 ‘I:nguaga. e t_:rpf:l:l ot
; izconnected and disconnected
thanks bye bye Customer sad CA did not ask caller. G says callec never asked for
for Kenny at all. After outbound person hung up .
) a supervisor. Goached GA on
CA refused to respond to m,}‘ quesiion. procedures regarding alteraed
Customer asked for "’“',’E"“""':" and CA hung announcements, Also discussed how
up. | thanked caller for informing us. No call i handle difficuk oustorners. | fold
FACK TiqUasied CA we cannat disconnect callers,
Appropriate action will be taken.
3216
3216 12021102 5
3216 12021702 21
: At time of customer's call our ASA
privriorins il

120268002 0 minies beltors CA pic!md uo. | apalogized o 1202802 |Entire network was extiemely busy.

the customer. No call back requested e L
2320 : procedures.




B308X

12/a0/02

21

Custarmer was varbally abusing agent absut not
processing call correctly, Supervisar came on
line and caller said he wanted agent fired
Supernvisor said he would review proper
procedures and complaint with customer.
Custamer said that he wanted agent fired,
Supervisor explained that he would follow up
with agent but that we do not discuss
disciplinary issues with customers, Supervisor
apologized for poor service. Customer
threatened to sue relay.

12/30/03

Supervisor offered to have his CM
speak to the customar Custamer
was not interested in this option
Instead customer asked supervisar to
process call which supervisor did.
Customer then hung up. Supenvisor
rewiewed call with agent. Agent was
not at faulk.




January 2003

Tracking| Date of Cat. # Wature of Complaint Date of Explanation of Resolution
it Completion | of Gompletion Resolution
Fallowed up with CA on call and CA
indicated instructions had bean
Ca did not follow given instructions and refused followed. Info verified by asst.
01/01/03 | to cooperate, Apolagized for any incenvenience| 01/04/03 |supervisor who assisted with call.
and issue would be laken care of, Caller continually interrupted CA
while typing. It =3 p::ssible info was
not relayed dues to interruptions,
2326
Vaice person was upsel CA was typing Met with agent and observed
evervthing heard to TTY answering maching. computer screen and did indeed
Customer would be embarrassed to have TTY indicate to customer pratocol was
1 : by
CTEERR a1 persan know cuslomer said that, Explained CA L baing followed. CA did indicate and
was following protocal when typing everything damonstrate knowledge of typing
2398 that was heard. everything heard to TTY user,
Voice custorner called into relay from work and Explained and followed up with letter
i 4 : 0
1a32 bzt C heard TTY tones. Explained Relay systam e and brochure.
} A realized th
Customer requested agent not to type [ L A ¥
el i cding. CA did not had made an error. CA had typed
01/08/03 3 Il Drgzr P iz;;e:;c' G':;'r i 01/08/03 |recording out of habit but realizes
o R poiog ] s any they need to follow Custkamer
frustration that cauzed. ; ;
2347 instructions.
Customer upset when CA did not wait for them
to finish typing before dialing out. Apolegized for Coached CA an proper protocol to
01/13/03 3 inconvenience and explained that CA would be | 01/13/02 |wait for GA before dialing out. CA
coached to wait for GA before dialing. Customer understacd and was in emror,
a%48 requested different agent.
WYoiee cust lled inte relay from work and Expinkied how hairy anisra calis.
starmer ca | %
24 g 01/16/03 |Customer did not want further follow-
i heard TTY tones. Explained Relay system.
1833 1]+ 8
GCaller said the speech to speech operator did
o ey wére ot i I undarecanc cloany. | Spake with CA conoatning el
01417103 20 aml’;gﬂ?d":;r?hl D;mw :n S Iot s oA Y1 01/24103 |Agent now fully understands the
dure for speech to spesch calls,
know a complaint would be sent to agent's procedu P i
a321H workplace. Mo callback was requestad.
VOO was upset with GA and said "CA is nasty. |
asked her to slow dewn her typing because all
was getting was X's and O's and #'s. She didnt
sliow down and kept d-q-lngllwhateuer_she wanted | did rmest with CA. CA said she did
to do. She should be fired". | apolegized for y
) B turm down typing speed per customer
inconvenience and assured customer that CA A X
did not intend for X°s and O's and tokd her that request, CA also said line was cutting
01/18/03 3 bzt e b s 01/18/03 |out at beginning of call and wondered

for some reasan the message on her machine
was garbled. | said that CA was not aware of
garbling as all the typing on our scréen did
appear clear. She was very upsel with me as
well and insisted we ware lying. VCO said
thanks for nothing and hung up before | could
offer call back form customer service.

if that could have anything to do with
qarbling. CA appeared to be following)
protocol exactly,




2381 D1./18/03 17
Call was being relayed with incident
when talk concerning a show on TV
came up in the conversation, CA
typed everything heard but TTY was
confused and asked the voice person
to rapeat what was said When the
Caller very angry and concerned what CA was eonversation geot to the name of the
typing to their daughter (persaon they were show the CA asked the voice to spell
calling). TTY seemead confused whan CA typed it clarity and avoid errors. But noticed
request for supervisor. Vioice person was angry it was tha same as sha spealled
01422103 4 that tha CA was typing ewerything to the TTY 01/23/03 |before. Voice person got irate, made
and when the CA was asking for spelling. off color commaents at the CA and
Would like fellow up call. Apologized for demanded CA's # CA gave # and
inconvenience told person someone would call atternpted radirection as well as
them back after maeling with the CA. radefined CA role. CA followed
proper procadures. | called the
customer back. Customer was very
rude ta me Seemed angry in
peneral, kept talking about being pro-
life and other subjects, Let her vant
and no further follow up needed
£368
2368 01122103 17
No specific instructions other than #
to dial given to CA by TTY. CA cialed
out & voice parson answered "can
you pls hold? CA announced a relay
call Q voice persan repeated "Can
you hold please g but stays on the
line. Since voice persoan did not give
yesino answer CA repeals "Have you
Caller upset that CA came across as “rude & received a relay call Q". Voice is
nasty”. Asked CA to hold on a moment but the irate, repeats ps hid puts GA on hold,
CA kept announcing and re-announcing the call. Comes back on the line CA re-
The person was asking if the CA had a bad announces call asks for familiarity of
attitude and tha CA typed everything to the semvice - call finally stafs, Due to
01/22/03 17 TTY. Caller now is concerned that the TTY who | 01/23/03 |difficulty in the initial set up the voice

2367

called feels that something is wrong. Caller
requests a follow up call. Apologized for the
problem and per customer request assured
them someone would call them back after the:
CA was met with,

porson is not answering CA's
question "is that a GA q" Voice asks
for A # Voice person eventually
hangs up. Discussed initial set up
problems with CA reminded Ca if
asked "can you hold pls q° CA can
voice "one moment I'll type that ta

the caller.” CA understands maoare
options allowed in call set up relayed
this call according to procedures,
Calked customer back customer was
nice and just upset that the CA was
rude




Caller said that she was lalking 1o the CA and
the CA kept typing everything even though the
voice caller didn't want them to, She said she
spoke to a supervizor and they said they would

CA followed the cormect procedures.

01122003 9 call her back. She is very upset that she did not [ 01/22/03 |Called customer back and informed
receive a call back 1B was upset and after of resolution.
explaining/venting she hung up She wants
follow up on her call ASAP. Apologized to the
caller.
2365
Woice customer was upset that CA was being
made, and customer would like something done This customer was rambling at times
01/24/03 i about this and an apology. | old customer | 01/24/03 |& appeared incoherent. We have no
would take all this infa down and fed ta GA CA with that #
2374 SUPETVISOr.
Internet user reports that agent did not respond
after call was in progress. During call, there CA coached to keep caller informed
01/28/03 4 were long pauses and nothing typed  Advised 01730/03 28 fo what was going on with call,
custamer complaint would be forwarded to
3355H Supenvisar
Customer gawve agent the number o call and T M S T eyl
although It was typed clearly, the agent asked Demonstrated proper knowledge
for the number again. Customer sernvice rap. when TTY calling to number is
01/2903 i suggested there may have been a technical 0130002 incomplete or garbled, Tried to follow
prablem involved in transmission, bul customer up with customar over 10 times.
states it was CA error. Advised customer Either busy ar no answer.
supéervisor would recaive a copy of complaint.
J365H
I365H 01/29/03 3




February 2003

Tracking
*

Date of
Camplation

Cat #
of Completian

MNature of Complaint

Date of
Resalution

Explanation of Resolution

411

021303

TTY wanted to know how the voice person
sounded after the voice person had hung up.
Infarmed TTY that the CA followed proper
protocal in stating the CA no longer has that
info after person hung up. TTY felt it was unfair
and wanted this policy changed.

02013003

CA followed proper agent protecol of
not divulging the tone of the call after
the call was completed.

2411

02/13/03

14

3439H

02716/03

34

Speach to Speach customer attempting to
reach bank was unable to do so through relay
even when the reg 800 key is used. When |
tried to call that number farm this office the call
was completad. Thanked the customar far
calling in and let him know that | would have the
techs check into this. Trouble ticket # 731121
Customer does not want contact, Customer
called back to say that the CA was able to
connect the call 1 time but as soon as the
Bridge person was an the call was lost

03/14/03

TROUBLE TICKET results - was able
o complete test calls wio any
prablems. could net duplicate.

2416

02Me/03

Customer wanted Lo know the difference
between TTY tanes and fax tones. Supervisor
tried to explain but customer hung up, rediaked
relay, gat another agent and was abusive to
agent. Supervisar again tried to explain
difference betweaen TTY and fax tones. Whan
customer did not provide ancther # to dial
customer was disconnected.

02/26/03

Agent followed the comect procedure

2428

0221003

21

Customer was frustrated with processing a LD
call using MoLeod; some CA's process one way
while others processed differently. Custamer
was trylng 1o reach her family member and
when CA chose MoLeod as GOC they reached
a recording stating to number if CA chase all
athar aptians they reached a Spanish speaking
recording. Would like to get this resolved,
Apologized to the customer and assured that
this will get resalved

02/21/03

Agent chose the comect COC, A
trouble ticket should have been
completed. Mo trouble ticket can be
entered at this time because there is
no specific call infarmation available.
Supervisor has been advised to
complete trouble ticket in the future,

2430

02/22/03

Customer said CA tock contrel of phane dialing.
Would not hang-up when | said SK. Customer
also said CA did net =end nnging macro and
therefore didn't keep customer informed.
Thanked the customer for informing us of his
BMpErence.

02/2303

Coached CA on praper VCO
procedures when dialing out as well
as keepi ng customer informed.

2430

022303




CA, did not follow through and spell last name of
TTY user, There was difficulty af spelling which
was confusing for TTY person and woice
person. Voice person asked CA to spell and CA

Agent is now aware of tha revised
policy of being able to voice the
spelling of something typed during a
relay call. After the request to spell
has been relayed to the TTY usar

| JOBI03 X §
sk said was unable to participate in conversation. B even if the TTY user's second typing
Lead apolagized to customer and said she includes no spaces. Attempted to
wauld like to be contacted and provided reach the customer 2x at the
telephone number. provided number. Left nams, number
and consultation info on machine.
5391
Agent does not recall this particular
Agent kept asking what is the number call. However stated that she would
2128/03 B
Pl Apologized and said agent would be coached el have requested TL assistance to get
5208X the #.
Met with agent, but agent didn't
remember this specific call or
hanging up on the customer.
Coached agent on the impoartance of
processing calls for customers. The
) agent was macde aware of the
Agent?rpuld fol dial the numhe_r | gave them. consecuenostE of dsconnecting calls.
LU LI Y gt L m_r B et Explained to agent that if a call is
e Saﬁondsshﬁn hl'!:'; :p Gr:hme. H'pol?glzed lﬂld Q2jatNs disconnectad either by fault or due to
;a erran ;ssur L Btk 2 St technical difficulies, a supenisor
B infarmed. should be requested. A GA feedback
farm should alzo be filled out to
docurment the incident. Also advised
agent of the 3 secands or |less dial
time, and the consequences of not
dialing the number immediately.
TE28A
GA did dial out # requested live
CaA hung up on caller. Would like a follow up person and |B ‘I‘rr‘fialler
rird e ':O*'Ff:mgiz;d TF I'.I:: cuczmmellt:o;:hi F;rf:ll;l: 1 02r28103 disconnactad. The CA than laft
2442 infarmed caller the wial) & . message as instructed.




March 2003

Tracking | Date of Cat. # Mature of Complaint Data of Explanation of Resalution
" Complation | of Compiletion Resolution
The customer said thay tald the agent if
someone answers to have the person tell .
3 Tearmn manager advised the customer)
person answering to gree them a call back. The .
¥ that when the agent reached a
agent dialed the number and started o type the L ¥
rding. Customer feals it should not matter if RREE I E AR T PRLSEILELS
030302 3 rapard ng. 03/17/03 |recording is typed. After the
the call was answered by a perscen or an B
answering maching, the agent should have left 4 9 "
proper proceduras bacause the woice
a message. Team Manager apalogized to the :
: persan did not answer the phone.
customer for the inconvenienca. Customer does
nat wish tar follow up
140089
. Explained - does not want any furth
030603 24 Called into relay from work heard tones DE06/03 s AL
1834 follow up.
Fallowed up with the CA. According
to CA, was reading the TTY text ta
The caller stated that he placed a call about 5 voica person and voice persen was
minutes ago and heard a relayad call. Toward heard talking to someone and than
the end of the conversation, woice person stated return ta the relay call. Voice asked
that CA was rude. TTY then asked CA why she what was said, CA re-read the last
03/07/03 17 was rude after OB disconnected. CA replied 030703 Jline/senience and continued to relay
that the mformation s na longer available. what was heard after the call. TTY
Apologized to the customer and requested did ask CA the reascn she was
clarification how and why CA was perceived considemd rude. CA did let TTY
rude. The caller couldn't elaborate know that the infa is no longer
avallable | CA followed proper
procedures
2453
1836 03M13/03 24 Called relay from work & heard TTY tones. 0371303 |Explained to custamer.
Custormer called into this center and requestad
a supervisor. She stated that Sprint customer
service rep instructed her to get a suparvisor A nart Tellow-us s impasklbes. M
and have a superisor azsist CA in COC eall ag:m numb;?qas wglta:nlon .DDI'EE!CI
0342703 33 processing. Call was placed using MclLeod as 03/27/03 °

24732

their COC and reached a recording requesting
tham ta contact Mcleod Custamer service. |
told the customer that | would follow up on this
with appropriate personnel

farm. This was a wechnical
complaint




Custamer advizes that two agents wers
careless with dates and numbers with his
business calls. Customer states the CA's need
1o be coached about the impoertance of spelling
names correctly and making sure dollar
amounts and account numbers are typed
accurately. Customer states he uses the relay
many times a day and he keeps tapes of

Coached agent on importance of
typing exact message and to ask for
spellings and paca the customar to
assure cormect numbers are typed.

032803 7 conversation and he is usually quite satisfied (04/02/03 |Coached second agent on
with the service. Customer service rep typed a impartance of typing exact message
sernes of numbers and dates to customer and and to ask for spellings and pace the
there was no garbling. He was able to read customer to assure correct numbers
clearly and he advises he has had hig VCO etc are typed.
phona for anly 5 manths, Equipment is not the
problem. CS thanked customer for calling with
his concerns and advised the supervisor would
be notified.

J074-1

Customer was angry because CA would not
provide them with PST. CA gave them CST
{which is the time zene this center is in), | gave CA understands procedure for giving

03/01/03 21 the customer the current PST and explainad 03/01/03 |time and date and performed the
that CA's are not allowed to give out time zone comect procedure.
other that the one they are in. Customer hung

2446 up.
Called 711 from work into relay, heard TTY Explained and custarmer did not want
s | BRI “ liones 03/07/03 12 ugitional follow up.




April 2003

Tracking] Date of Cat. # Nature of Complaint Date of Explanation of Resoclution
# Completion | of Completion Resalution
Followed up with the CA and CA
stated that she has a cold and it
Voice caller complained that when she asked T L e B R
the operator to repeat what the TTY said, the T e (i i e
operator sighed. Was very rude and yelled back mr g'uj re-voica the TTY rr?esmge
Bt her. She did repeat tha 's message bt extra slow because she was
PaEES W e Txéral Slﬂwl ;L m';eﬁ:lrngnlt'.filsrg:pgnm 05/28/03 attempting to enunciate clearly, CA
requesiac. | apciopize a LA ! was ceached (o be aware of the tane
this may have caused and sald a supervisor of hver voice whan relaying call, and
would meet with the operator to discuss the that this is [ust call and Shﬂulﬂ;'lli let
incident. Caller thanked me and disconnected, any disruptjion frustrate her. Trich
Shipley called customer with updata
2480
The customer stated that this is the second time Ancloaized 1o 1he custerer and
it has happened this morning. The caller wishes lnfilr.ai:aﬂ that the calling-from
to placa a call to o xxx oo and reached a number matched calling-io number
Lt e e L L he provided. Requested his calling-
resolved, Apologized to the customer and e nurnhlr:and then placed tha
04/04/03 29 |ndl!:atasthe caliing ¥rom .number fidele l_ha 04/04/03 |call Reached relay center and
Caliing bo numasr e proviaad, Fagueatad his natified them that | will enter them
calling from # and then placed the call. IR R P S
Reached relay center - notified that | will enter ) }
] suggested he should check with his
into TROUBLE TICKET. Meanwhile he could qu:" A e
check with his local phone campany to get this B gl
resolved. TT#B42300 ’
2485
VOO axperiancing garbling and text jumping on
Ameriphene VGO, Customer working with
Qwest tech Ameriphone employer and Sprint
relay customer service to resolve the issue. Left message for customer at voice
2210 ;
A 28 Detailed test call infarmation provided by 05 3 mail.
customer calling MN relay using 711, 800# and
VCO#. Problems using each numbar
299-| TT#E42374
Worked with jail administration and
Hearing person in j&il couldn't call his deaf they have a TTY the hearing person
D4/08M0 Lo parents through relay. s can use on a jail administration line.
Updated person who cantacted me.
18248
A MN VGO customer called to say that he has Revi ) ot i{clanble fLbeode)
Ameriphone VCO equipment and has turbocode with the CA. She states she
turmed off and requested agent also turn off performed this on the call in question
Turbocode and he still got garble, But when and the person said they still could
talking to relay customer service he was rer road het text Recslved a cal
recelving our type just fine. Yesterday he tried from Sorint teehnical and informed
04/08/03 26 el ol M et ot b P 04/17/03 (me that they are werking on the

3105

him. He hung up and retried the call and it went
fine. He also had an answering machine
massage and it was garbled so that he could
nat make it out, Explained to customer that |
would send a TROUBLE TICKET on this issue.
Customer would like contact. TROUBLE
TICKET# 1000853744

problem and should be taken care of
in the near future. Called customer
and left a message and apologized
and asked for them to contact me in
the future if experiencing further
problems.




Explained to the customear. Lustomar

1837 04/05/03 24 Customer heard TTY tones, PBX. 04/09003 D
Taold customer | understood concerm
but explained it is not possible to
transfer to specific CA and that rela
Customer upset that agent would not transfer hasn oo remgz ‘I_J; past calls so ¥
gm to the C.&mlhzttthe l:u:lorlje: v;'anled. ! specilic CA would nat be able to
ol e, .E sy Lo canfirm or deny any past call info. CA
Q003 3 placed a few minutes ago. Customer upset that | 04/08/03 properly attempled to redirect caller
oLl Sy nc;:j‘trm:sfel: ';]I:' timfifﬁ " for a # to dial before customer
el o gt i Aboutihe requested suparvisor, Customer
in question hung up while supervisor was
attermnpting 3rd time to explain his
requests were not possible.
2488
WCO customer states he has garbling with call
through Minnesota Relay. Customer provided
twio MN agent 1D numbers from today's calls,
and he states he wants the problem resolwed.
Customer said he has called o RCS three
times since this problem with garbling has
y Problem fixed, per technician. Left
Daf10/03 26 started, and the typing he receives from the D8/22/03 i
; customer message
customer service reps 15 perfectly clear, 50 he
knows it is not a problem with his Ameriphane.
Custormer Service rep apologized for the
frustration he is experiencing and advised
anather trouble ticket would be apeaned
Trouble ticket numbear is 100085540,
3107
Several MN customers are gatting garblad
messages when using MN relay service.
Previouzs TROUBLE TICKET for this customer
4110, VCO custamer would like MN tech to Problem fixed, per technician. Left a
04/11/03 26 Sl A 05/22103 pa
call him. Assured that a 2nd TROUBLE TICKET message for customer.
would be turned in letting the tech know to call
at 9am Monday. TROUBLE TICKET#
11121 I000B592 31
Voice caller said she had placed a call and was
talking for 45 minutes ta 1 hour and could hear
the GA huffing and puffing like the CA wanted to
get off the phene. Said she felt like she was
being ':"E.Es"f;m s hulnj heI;clza:L Slm: Sh:‘mm Goached GA on being sure to remain
04411103 17 1L UL R gy L 04/12/03 |transparent and maintain a polite and
be able 1o talk for & hours if she wants and : ; -
) . A professional attitude at all imas.
didn't appraciate the CA being rude. Alsa could
hear CA's talking when switching agents
Apologized and tolkd her the CA would be
coached by her supervisor, No follow up
riscjuested.
2489
Customer called relay from woerk and heard Apologized to the customar and
1838 e 4 tanas. LR explained. Customer understands.
TTY user wished to report verbal abuse by CA
i 4 j lis this particular call and
04/20/03 . Said they asked for the CA's supervisor but he 04/20/03 CA regalls this p

2496

refused. Apologized to the customer and
assured that the CA would be spoken 1o,

stated same language used in the




4147Z

04720103

29

Customer said ;| Ten minutes ago we got cut off
several times, operator heard static, person
calling could nat hear the static. My equipment
‘was fine, problem i1s on your end and | want to
know why. Hawve you tech call and tell me why
r\e-l:ay hasz this prﬁblam.

052703

Team Leader wrote - | called diractly,
got a wonderful connection. She can
be a little hard to understand due to
her waice, but there was no static.
Wires and phone were checked by
the phona company, and no
problems were found on that end.
Abways static with relay. | called the
sonsumer and updatad her that all
checked out fine (per Sprint). She
said she would call back if she had
any further issues.

31554

04/24/03

29

WCO customer |s very upset that his LD calls
will not go through, He has Fronber for LD {all
others) in database. He said this happens 2 or 2
times. Apclogized for the frustrating situation
and asked him to check with his LD carrier and
to type to make a call again through relay & call
us back with the agent number etc. | chacked
the preferred billing method and it said sent paid
there are 4 billing restrictions that are chacked
ewen though this state does not allew for them, |
thaught this could be causing the pratlem and
taak them off but when | tried to do a test call it
would not go thraugh, Than | pulled the
customer notes on my test call inte my teminal
and all of the sudden Sprint is marked far his
LD carrier. It had not been marked just a few

minutes ago. | changed it back to all athers. |
tried to make a call again and it still would not
go through. | did a TT# BE70S7F. Mo customer
contact naeded.

04/28/03

Issue resolved par trouble ticket
HEA2ITA,

3154-|

04/24/03

26

VOO user experiencing garbling problems for
past 2 weeks, Apologized that customer is
experiencing problems. Advised TROUBLE
TICKET would be foremarded to ralay tech to
research garbling problem, Customer expects
cantact from relay tech and MN aceount
manager. TTREBGEET

Tickot closed per relay tech. We
think problem s fixed now. Called
custamer with this information.

1840

04/24/03

24

Caller lives in GA but likes to use MN Relay but
canmot get his computer to connect ta MM,

024003

Apolagized for the Inconvenience and
| provided computer protocol.

1841

04/28/03

24

Called relay from waork, Heard tones. PBX

04/26/03

Explained to customer,




2508

D4/3003

TTY customer was upset that CA didn’t follow
hig instructions, He said he asked the CA if 866
#'s are toll free and the CA responded invalid #.
He said he asked again if 866 number is toll
free and the CA asked for the # he was calling
to. He gave her the whole number, he didn't
want it dialed but she dialed anyway, He said a
recording answered and he hung up. Customer
wauld like a follow up call. | thanked the
custormer for taking the time to bring this to our
attention. | let him know 866 #'s are toll free,
and that | would follow up with the CA,
Customer would like a follow up call.

Qa/30003

Discussed the call with CA. Shea said
she misunderstood and customer
wanted the # 888 toll free. | coached
CA on 866 etc and CA was able to
demanstrate correct procedung.
Returned call to customar and
apologized for his frustrations and
explained that CA understands and |
thanked him for the call.




May 2003

Tracking Date of Cat. # Nature of Complaint Date of Explanation of Resolution
# Completion | of Gompletian Resolution
CO customer experiencing garbling through MM
Ralay, Customer has had CO dedicated line for
'}HEHE\_H weeks, using Uitrstec CO pnone.. Account manager talked to customer,
Apologized for problem ancountered. Advised who has exchanged her phone for an
05/07/03 26 complaint would be forwarded to management | 05/2%/03 P D
) phane, which works for her
and trouble tickat would be sent to relay tech, e
TROUBLE TICKET numbar 914186, Customer
requests contact from MM ascount manager
regarding this issue,
3201
Called relay from work, Heard tones, Explained to the customer and the
1842 bbb s Apologized. At customer understands.
Spoke with CA and she sad
customer called in and gave
message to leave before dial aut, CA
dialed and informed them leaving
message and TTY said thay had
wanted CA to type out message.
Caller upset that CA did not follow instructions Assistant supervisor helped and
and keep him informed when the answaring infermed CA Lo type to IB that when
machine message was left. Also said that CA message is given ahead of time in
0508103 | had many typos and spelling emrors. Thanked 05/08/03 |order to be able to leave message
customer for taking time to lel us know and that without redialing. CA is unable to
a supenvisor would follow up with the agent. type message on answering
Customer does want a follow up. rmachine. CA then redialed to type
autl angwering machine message, CA
followed proper procedures and
demonstrated proper call processing
procedure. Unable to follow up with
the customer as thiere was no
number given.
3204-|
3204-| 05/08/03 F |
3204-1 05/08/03
a204-1 | 050803
TTY customer was upset that agent dialed a
wrong number. Agent dialed last 4 digits
incorrectly. TTY custamer alsa had other Coached CA on carefully checking
concarns about his number baing given aut by number's before dialing out. CA will
agents. He would like a CRO person ta call him be more careful,  After speaking with
0512109 = back regarding this trouble ticket, Customer 05712103 N customer it is safe to assume the
would ike a call back, | apelogized to the CA didn't do anything wrong an had
eustomer for the misdial and told him | would followed procedure,
follow up with the agent and would refer his call
2519 back to CRO.
VCO user said CA made many spelling emors Spoke with CA and coached on how
an her call and that it made it very difficult to pacing can help with spelling errors
05/13/03 5 follow the canversation. Apologized ta the 05/13/03 and the importance of having as few

2020

customer for the inconvenience and said CA
wiould be coached an pacing to help prevent
spelling errors.

spelling errars as possible. CA
understands and said would try to
pace more often.




MN VGO customer continuing to receive
garbled messages when calling fram his
wiorkplace, Previous complaint and trouble
ticket was entered, Customer expariences
garbled messages on 30% of hig calls, He was
advised problem would be resolved by 5-16-03

Trouble ticket results - Tech made
changes an line. Problem should now

05/20/03 28 but problem still exists. Customer lasing 05/23/03 |be fixed, per Tim Smith. Called
patience. Customer does not experience customer and informed fim of the
problems from residential phone, only work resolution.
phone. His employer, Qwest, and relay tach
have tried to solve problem without success.

Trouble ticket numbear 942752 Customer
requests contact fram account manager ASAP,
3245-1
CA couldn't do all the talking and was impatient Unable to follow up with the agent as
during speech to speech call Apolegized for the there is no agant with that agant

05/21/03 20 inconvenienca, Will pass an to an appropriate 06/0%/03 [number, No further follow up
supervisor for coaching, The caller was possible, Unable to contact customer
satisfied. as there was no contact info.

4170L
4170Z | 05/21/03 21
Called into relay from wark, Heard tones, Explained to the customer and tha
1845 Necie 24 Apologized to Custamer. 05/22/03 customer undersiands.,
Called into relay from work. Heard tones, Explained to the customer and the
1845 DB/g2/03 i Apologized to custamer, L customer understands.
| emailed MN account manager
Two TED Program consumers called because asking for an update since | heard of
tha WCO phones they have wouldn't work with nething. Tech contacted me back -
relay over the weekend. They both told the small CPB issuas over weelkend.

Lt EN caller that Sprint told them they were hawing 0520/03 Updated the customer and Invited
prablems over the weekend. Apologized to the her to call back or have the
custamer. consumers call me if problems

1844 continue.
Met with CA who said a TL assistad
with this call. All proceduras were
HG[! customer told CA that TTY lones were followed. CA and outbound did not
coming across lha_f he could hc-::ll'. CA fixed hear any fones. CA was coached on

05/25/03 21 ey Wbl L Tt pmh.le-m Yo 0527103 |paying attention to what customer
fixed. Customer feels CA was not paying e
attention ta what he was typing. Thanked the b 'Eq“eslm.g Lol L ;

: : about tones - it was about paying
customer for infe, Would like a call back. attantion. Followed with the customer
and infarmed of the resolution.
2541
Customer was upset because the agent would
not give her their name. Customer did not have ’

05/29/03 21 ageit OB 1l TheH Apeiagised 6 e st e, | OMZBKE o] 0o 2400 POSRES 6. T30 R,

X : phone number or agent 1D number.
and informed her about getting agant 1D
269-1 numbers, No fallow up requestad.




Resubmitted from previous TT as it was not
saved correctly in the system, Veice customar
callad into RCS and made changes to her call
notes. Notes wene entered by the agent, and
a0 minutes |ater the customear called in and
complainad that other agents weran't following
those notes. When the infarmation was brought

Trouble ticket results - Tech dropped
a call inte his test position with
customer's number, and the notes
show comectly, Due to the age of this
izsue and lack of datails, tech can't
give a good answer for why this
pocurred. Perhaps the notes didn't
show for the MN agents because of
an ORB izsue in 50, maybe it was a
slow natwork, or maybe there was an
issu@ with a hub. Tech has no way of
knowing most of t(hose answers at
this point, Tech also doasn't know

N < up in the TRS it was showing that the notes had who was originally working the ticket,
triplad themselves, causing some of the notas 20 tech has no kea who to talk toto
not to show to the agents correctly. This see what work has been done
problem has happened before when logging Perhaps the issue was caused by
TRS information. A trouble ticket was turned in three agents entering customer notes
previously, but must have saved incomectly. 3 times before the information got
Wew trauble ticket for this complaint is 951664, rephcated to all the othar ORBs,
Perhaps everything would have been
fine if the customer had waited for
marg than 30 minutes before
expecting her notes to appear. Tech
can't know at this point, and can only
say it works now.
32524

Customer called a business, and reached a

raceptionist. Receptionist transferred the call o

the parson the TTY customer wanted to talk to.

The TTY user reached voicemail. Agent typed

out the message, then hung up. Customer

typed out her answering machine massage.

Agent verified that the message was to go to

the same woicemail. Agent redialed and told

the receptionist ta transfer to same volcemail. Agent followed corect procedure.

Receptionist asked guestions instead of Team leadear tried to call back the

05/23/03 21 transfering. Agent had to start relay (garbled | 0523/03 |outbound customer to explain the
text at this point). TTY customer then asked policy and laft several messages, but
why the agent didn't leave the message. Agent got no reply from the customer.
maintained transparency and cantinued to relay
the call. TTY customer became upsat, Agent
directad the TTY user to spealk diractly 1o
outbound. Inbound customer continued to try to
get the agent involved. Once outhound voice
caller disconnacted, the supervisor gat on line
and explained policy. Customar was unhappy
with the policy.

2536
MM VGO customer s still having the same Suspended as of 5-27-03.
garbling problems even though he was told the Recommendation made that
problems were fixed. He gets the garbling when customer should turn off high speed

05/26/03 26 dialing 711 and getting the MN agents 06/05/03 |feature. | called this customer and

3258

Requeasted the trouble ticket be recpened.
Customer wants return contact on this. Trouble
ticket is 852267

advised him to turn off the high
spead on his Ameriphone by
pressing the F-7 key,




